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CLAIMS 



A nvatiruu for transferring data and telephone call's, comprising: 
receiving a transfer request having a destination and data from an 
application associated with a telephone call; 

establishing a communications link with the destination; 

data to the destination using the communications link; 



transferring the 



and 



requesting tha 
transferred to the destination 



2. The method 
a flow object that includes routines 
connection module at the destination 



the telephone call associated with the application be 



of claim 1 wherein the transfer request is received by 
for establishing the communications link with a flow 



3. The method of claim 1, further comprising: 
receiving a call transfer notification from the destination; and 
disconnecting the communications link with the destination after 
receiving the call transfer notification. 



4. The method of claim 1, further comprising: 

obtaining an available destination address prior to establishing the 
communications link with the destination. 



5. The method of claim 1, further comprising: 

transferring the telephone call to the destination after requesting that the 
telephone call be transferred to the destination. 
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6. The method of claim 5, further comprising: 

notifying tfrcjueslinaLicn of ilie telephone caii transfer prior to transferring 
the telephone call. 

7. Th^ method of claim 1 wherein receiving the transfer request 
further comprises: 

creating afn instance of a flow connection object for the transfer request; 

and 

adding tHe data to the flow connection object. 



8. Jhe method of claim 1 wherein establishing the communications 
link utilizes at least onej computer-to-computer communication protocol. 

9. The method of claim 8 wherein the at least one computer-to- 
computer communicat on protocol is TCP/IP. 

1 Q^*" T\he rrfethod of claim 1 wherein the transferred data is received by 
a flow connection moduie at the destination, the method further comprising: 

transferring the data from the flow connection module to an application 
associated witl}4ne destination. 

1 1 . T/he method of claim 1 wherein the request to transfer the 
telephone call is sent in a format suitable for receipt by a computer-telephone interface 
("CTI") Hnk tQ a priv J e b ranc h exchange ("PBX")- 



12. \jiie method of claim 1, further comprising: 

receivirigXclient information from a database, wherein the client 
information comprises th^a^ta in the transfer request. 
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13. The method of claim 1 wherein the data in the transfer request 
conipnsaaydfi iuciiLifici fur tiie telephone caii. 

14. The method of claim 1 wherein if the telephone call is 
disconnected, a\|isconnect message is sent to the destination. 

15. \ A method for automatically distributing calls in a call center 
having agents, comprising: 

receiving\a telephone call into the call center and placing the telephone 
call in a routing program Having a first flow connection module; 

determining ^n agent destination to receive the telephone call; 
sending ^transferrfequest to the first flow connection module, wherein 
the transfer request comprises tftf agenftdestination and data; 

establishing a corftfminications link between the first flow connection 
module and a second flowVonnection module at the agent destination; 

transferring tni^data fr\m the first flow connection module to the second 
flow connection module; and 

requesting a computeN^elephone interface ("CTI") link to transfer the 
telephone call from the routing program touhe^gent destination. 



16. The method of claim lo wherein the transfer request is received 
by a flow object in the first flow connection module that includes routines for 
establishing the communications link with the second flow connection module. 



17. The method of claim 15, further comprising: 

sending another transfer request to the second flow connection module, 
comprising another agent destination and data; \ 
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3^ ; 



y 5 



establishing a communications link between the second flow connection 

5 module zbid a third flow connection module associated with the another agent 

6 destination; 

isferring the data from the second flow connection module to the third 
8 flow connection module; and 

requesting the CTI link to transfer the telephone call from the agent 



10 destination to the anotl 



1 

2 
3 
4 
5 
6 




estination. 




18. The met\od of claim 17, further comprising: 

receiving a ^6411 tt^nsfer notification from the third flow connection 

module; and 

disconnecting the communications link with the third flow connection 
module after receiving the call transfer^ notification from the third flow connection 
module. 

19. / The method of claim 15, further comprising: 

obtaining an available destination address prior to establishing the 
communication/ link. 



1 
2 
3 



20. Thesfnethod of claim 15, further comprising: 
transferring tfte telephone call to the agent destination after sending the 



transfer request. 



1 21. The method Vf claim 20, further comprising: 

2 notifying the agent destination of the telephone call transfer prior to 

3 transferring the telephone call to the agent destination. 



1 

2 



22. The method of claim \5, further comprising: 

receiving the transfer request bV the first flow connection module; 




+ 



by the fin 



module 
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creating an instance of a flow connection object for the transfer request 

connection module after receiving the transfer request; and 
adding the data to the fiuw connection object by the first flow connection 




23. 

link between the first 
utilizes at least one 



The 



flow 



24. 



computer communicatioi 



method of claim 1 5 wherein establishing the communications 
connection module and the second flow connection module 
compi/ter-to-computer communication protocol. 



Tqe method of claim 23 wherein the at least one computer-to- 
protocol is TCP/IP. 



25\ The method of claim 1 5, further comprising: 

transferring the data from the second flow connection module to an 
application associated Vith the agent destination. 

26. TheViethod of claim 15 wherein the request to transfer the 
telephone call from the routing program to the agent destination sent through the CTI 
link is formatted for a CTI midjH^ware application. 

27. The Jnethod declaim 15, further comprising: 

receiving information associated with the telephone call from a database, 
wherein the information compnsSs-the ^zfra in the transfer request. 



28. The method of claim 1^ wherein the data in the transfer request 
comprises an identifier for the telephone call. 



29. The method of claim 15\ wherein if the telephone call is 
disconnected, a disconnect message is sent to the first\flow connection module. 
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30. The method of claim 15 wherein the agents are organized into at 
sets of agents and wherein deiei ruining the agent destination to receive the call 

further comprises: 

querying an agent locator to identify a set of agents of the at least two 
sets of agents appropriate to receive the telephone call; 

identifying an agent in the identified set of agents to receive the telephone 

call; and 

locating an agent destination for the identified agent. 

31. AVystem for transferring data and telephone calls having a 
computer-telephony integration ("CTI") link, comprising: 

a first flow coftrfeefftan module having a first flow object configured to 
receive a transfer request Xaving a destination and data from an application associated 
with a telephone call, toyestablisnSa communications link with the destination, to transfer 
the data to the destination, and to \equest the CTI link to transfer the telephone call to 
the destination; and 

a second flov^s^nnection module associated with the destination that 
maintains the communications link wittflhe first flow object. 

32. The system of claim 31 wherein the second flow connection 
module is configured to send the first flow\bject a call transfer notification that causes 
the first flow object to disconnect the communications link. 



33. The system of claim 31 wherein the first flow object is configured 
to obtain an available destination address prior to establishing the communications link. 



34. The system of claim 3 1 where! 
configured to receive a call transfer notice from the C 



the second connection module is 
[ link. 
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tern of claim 31 wherein the first connection module is 



Gtantiate uie ir ^st uovv object ror ine u ansxer request and to add the data 



to the first flow object after r< 




the transfer request. 



36. Tne system of claim 31 wherein the first flow object and the 
second connection module establish the communications link using at least one 
computer-to-computer communication protocol. 

37V The system of claim 36 wherein the at least one computer-to- 
computer communi6ation protocol is TCP/IP. 

38. They system of claim 31 wherein the second flow connection 
module is configured to tfc^nsfer the data to an application associated with the 
destination. 

39. ThA system orclaim 31, further comprising: 

a database cofc^aining client information, including the data in the transfer 

request. 



40. The system of claim 3\ wherein the data in the transfer request 
comprises an identifier for the telephone call. 



41. / T 



41. / The system of claim 31 wherein if the telephone call is 
disconnected, the first flow object is configured to send a disconnect message to the 
second connection module. 
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agents 



42. A system for automatically distributing calls in a call center having 
a computer-telephone interface ("CTI") link, comprising: 

a routing program configured to receive a telephone call upon entry of 
the telephone c^l into the call center; 

a tocator configured to identify an agent destination to receive the 

telephone call; 

a first flbw connection module having a first flow object configured to 
receive a transfer request,\having a destination and data, for the telephone call from the 
routing program, to establisnva communications link with the destination, to transfer the 

10 data to the destination, aijd^to\pque^ the CTI link to transfer the telephone call to the 

1 1 destination; and 

12 a second flow conn^tion module associated with the destination that 

13 maintains the communications link wit\the first flow object. 

1 43. The system of^lafrpi 42 wherein the second flow connection 

2 module further comprises a second flow ofeuect configured to receive another transfer 

3 request, comprising another agent destination and data, the system further comprising: 

4 a third flow connection module associated with the another agent 

5 destination that is configured to establish a comWinications link with the second flow 

6 object and receive the data transferred from the second flow object, wherein the second 

7 flow is configured to object requests the CTI link to\fransfer the telephone call from the 

8 agent destination to the another agent destination. 



1 44. The system of claim 42 whereim the second flow connection 

2 module is configured to send a call transfer notification \to the first flow object that 

3 causes the first flow object to disconnect the communication^ link with the second flow 

4 connection module. 




+ 
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45. The system of claim 42 wherein the routing program obtains an 
ax/o;ioK'e -dHrsrV f or the agent destination uy using the iocator prior to sending the 
transfer request to th^ first flow object. 

46. /Theysystem of claim 42 wherein the second connection module is 
configured to receive W)tifichtion from the CTI link of the telephone call transfer to the 
agent destination prior totf^nsii^rring the telephone call to the agent destination. 

47. The system ofvclaim 42 wherein the first connection module is 
configured to instantiate the first flow obdect for the transfer request after receiving the 
transfer request and to add the data to the fn\st flow object. 

48. The/system of claim 42\ wherein the first flow object and the 
second flow connection module establish the communications link using at least one 
computer-t$-computer communication protocol. 

4$\ The system of claim 48 wherein the at least one computer-to- 
computer communication protocol is TCP/BP. 



50./ The system of claim 42 wherein the second flow connection 
module is configuV^d to transfe\the data to an application associated with the agent 
destination. 



51. The system of cfairnM2 wherein the first flow object is configured 
to format the request to transfer the telephone call sent through the CTI link for a CTI 
middleware application. \ 
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52. The system of claim 42, further comprising: 

- dat^b^v containing caller iniori nation data, wherein the routing 
program is configured/t^etriev^the call information data and use the caller information 
data as the data in the\transfer\equest. 

53. The system of^claim 42 wherein the data in the transfer request 
comprises an identifier for the telephcJnecall. 



The 



54. The system of claim 42 wherein if the telephone call is 
disconnected, the firsft: flow object is configured to send a disconnect message to the 
second connection module. 

55. The system of claim 42 wherein the agents are organized into at 
least two sets b£ agents and wherein the locator is configured to identify the agent 
destination to receiVe the call by querying an agent directory to identify a set of agents of 
the at least two sets oRagents appropriate for the telephone call, and to identify an agent 
in the identified set-©f-^agents to receive the telephone call, and locating an agent 
destination for thef agent. 



56. \ A call centter agent workstation, comprising: 
a teleMione configured to receive calls; 

a call-handling application configured to process data associated with a 
call on the telephone; and 

a flow connection module cWfigured to receive a transfer request from 
the call-handling application to trahsfer the call and the data to a destination. 



57. The call center agent workstation of claim 56, further comprising 
a flow object in the flow connection module, wherein the flow object is configured to 
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3 receive the transfer request and is configured to establish a communications link with 

4 another flow connection module at the destination. 

1 \ 58. The call center agent workstation of claim 56 wherein the flow 

2 connection module is configured to retrieve from a locator program a network address 

3 for the destination. 



"id 



V. 



59. \ The call center agent workstation of claim 56 for use with a 

1 corresponding destination call center agent workstation having another flow connection 

2 module, wherein the flow connection module establishes a communications link with the 

3 another flow connection\module. 

60. /The\:all center agent workstation of claim 59 wherein the another 

1 flow connection module sends the flow connection module a call transfer notification 

2 that causes the flow $onnecti<wi module to disconnect the communications link. 

1 61. The call center agent workstation of claim 56 wherein the flow 

2 connection module is configtH^cft to send a request to a computer-telephony interface 

3 link to transfer the telephone call tQtKB~d£stination. 



1 62. The call centdr agent workstation of claim 56 wherein the flow 

2 connection module is configured to instantiate a flow connection object for the transfer 

3 request and adds the data to the flou( connection object after receiving the transfer 

4 request. 



63. The call center agent workstation of claim 56, further comprising 
1 a database that provides the data to the call-ftandling application. 



1 
2 



64. The call center agent workstation of claim 56 wherein the flow 
connection module establishes a communications link with another flow connection 




♦ 
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module of th^ destination using at least one computer-to-computer communication 
protocol. 

65. [ tiie\;all center agent workstation of claim 64 wherein the at least 
one computer-to-co^jputer^communication protocol is TCP/IP. 




66. The 
the transfer request comprises an 



agent workstation of claim 56 wherein the data in 
tifier for the telephone call. 



